
Working with the Compliance  
& Support team- FAQs 

Q. Who will be dealing with my case?

A.  The colleague dealing with your case will 
call to introduce themselves when a case 
has been opened, and will normally send 
you a letter to confirm the action they’ll be 
taking. They will leave a message if they 
can’t get hold of you, send an email if we 
have an email address for you, or send a 
letter asking you to get in touch.

      When you raise a new case you will have 
spoken with one of our Compliance 
Coordinators first. They are involved at 
the start of most cases and allocate these 
to Case Advisors or Case Managers to 
investigate.

     Case Advisors look into new cases, such as if 
you were to make a noise complaint against 
a neighbour. They aim to resolve cases 
informally, for example by challenging the 
behaviour directly, agreeing action plans 
and Acceptable Behaviour Contracts. They 
will explain all of these stages as your case 
progresses.

     Case Managers deal with cases that we 
have been unable to resolve informally, 
and some issues that need a more urgent 
response - such as hate crime or domestic 
violence. 

 

Q.  Why has the colleague dealing with my 
case changed?

A.  When we have not been able to resolve a 
case informally, a Case Advisor will escalate 
to a Case Manager to consider whether 
formal action needs to be taken. If this 
happens you will be kept updated about 
who will now be leading on your case and 
what actions they are taking.

 
      Case Advisors and Case Managers cover all 

cases in a geographical area. We sometimes 
change the areas that Case Advisors and 
Case Managers work in to help manage 
busy periods or if there are changes in the 
team. If this happens we will let you know.

 
Q.  Why is there more than one colleague in 

the team working with me?

A.  If you have raised more than one case with 
us about different issues it is possible that 
you will be working with Case Advisors and 
Case Managers at the same time. They will 
explain to you who you need to contact 
about which issue.

 
Q. How do I get updates about my case?

A.  Case Advisors and Case Managers will be 
in touch regularly to update you. Email and 
phone are the best ways of communicating 
with them.

      Case Advisors and Case Managers are 
regularly out of the office visiting customers. 
There will be notes on our systems so that 
other colleagues who are office-based, 
such as the Compliance Coordinators, can 
help you. If you would like to speak with a 
specific colleague who is out of the office 
we can ask them to phone you back at an 
agreed time.

Q. Can you evict my neighbour?

A.  Ending a tenancy is always a last resort 
and we cannot evict anyone without a 
possession order from the County Court. 
The court requires us to demonstrate that 



we have made all possible efforts to help 
someone maintain a tenancy and had 
tried other ways of stopping the anti-social 
behaviour from happening before making 
an order. Eviction is not the only legal action 
we can take - we can seek injunctions 
against people who are causing regular or 
serious anti-social behaviour.

      Case Managers deal with any legal action 
we might be considering and will explain 
these processes to you. 

 

Q. How long will my case take to resolve?

A.  We aim to stop anti-social behaviour as 
quickly as possible. However, cases can 
be complex and when working with other 
agencies such as the Police, we can be 
waiting for others to take action which may 
affect the progress of our cases. We will 
keep you informed when this happens, and 
what the next steps are. 

      To help your case progress it is important 
that you provide us with us much evidence 
of what is happening as possible, and 
report any crimes  to the Police on 101 
for non-emergencies. If you ever feel at 
immediate risk, or a crime is in progress, 
you should call 999. 

 

Q. Why have you closed my case?

A.  We will let you know, usually by phone or 
letter, when we have closed your case. This 
can be because the issues you’ve raised 
with us have been resolved. If we cannot 
progress your case further we will explain 
the reasons for this. 

      If you experience any further issues after 
your case has been closed you can report 
these to the Compliance Coordinators. 

Q.  Why won’t you investigate the issue I’ve 
reported? 

A.  If you are reporting new issues to a 
Compliance Coordinator they will explain 
if we cannot take on a case and the 
reasons for this. For example, this can 
be because we do not know who the 
alleged perpetrator is, there is not enough 
evidence, or a different agency would be 
better placed to deal with the problem. 

 

Q. How can you support me?

A.  Case Advisors and Case Managers will work 
with other agencies to offer support if you 
need it. Our Support Coordinators can 
advise you and make referrals to specialist 
agencies to help you. The colleague 
working on your case will discuss this with 
you if it is something they feel you could 
benefit from. 

FAQs continued...


